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Variables introduites/supprimées

b

Model Variables
e Variables introduites | supprimées | Méthode
1 Sloudd|_Baga (Sgium . Entrée

a. Toutes variables requises saisies.

b. Variable dépendante : Jioall L,

Récapitulatif des modeéles

Erreur standard

Modéle R R-deux | R-deuxajusté [ de l'estimation
1 ,648* 420 414 ,94719
a. Valeurs prédites : (constantes), &leddel! 8392 (gt
ANOVA®
Somme des Moyenne des
Modéle carrés ddl carrés D Sig.
1 Régression 60,473 1 60,473 67,403 ,000*
Résidu 83,437 93 ,897
Total 143,910 94
a.Valeurs prédites : (constantes), $gius 335> lois]!
b. Variable dépendante : Lx, Jioall
Coefficients®
Coefficients non Coefficients
standardisés standardisés
Erreur
Modéle A standard Béta t Sig.
1 (Constante) -,007 ,414 -,018 ,986
339> (Sgium 1,047 ,128 ,648 8,210 ,000
RAPWES |

a. Variable dépendante : Lx, coall
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Récapitulatif des modéles

Modéle

R

R-deux

R-deux ajusté

Erreur standard de

I'estimation

1

,669°

448

417

,94506

a. Valeurs prédites : (constantes), ciblail, cal gtl_aslll,
lmiwl, Laleie¥! Jloea, Ladludl_ole¥lg

ANOVAP
Somme des Moyenne des
Modéle carrés ddl carrés D Sig.
1 Régression 64,421 5 12,884 14,426 ,000?
Résidu 79,489 89 ,893
Total 143,910 94

a.Valeurs prédites : (constantes), cabladl, il g2efl_aalll, dlaiwdl, Jlaee aysleis],
Adudl_ole¥ g
b. Variable dépendante : Lx, Joall
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Abstract:
Using the performance model (Serperf) this study aimed to study the impact of service
quality through its five dimensions (tangible, reliability, response, safety and security,
empathy) on customer satisfaction and has participated in this study 95 users of the services
of Algeria Telecom in the state of Saida, and in order to test hypotheses and data analysis was

used SPSS program, and the study concluded a number of results, the most important of

which were:

The existence of a statistically significant correlation between service quality and customer

satisfaction.

There is a statistically significant impact of the safety and security of the service (Algeria

Telecom) in achieving customer satisfaction.

Keywords: Quality of service, customer satisfaction, performance model (Serperf), Algeria

Telecom.
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